
Operator Answer Time - Toll and Assistance - Section 730.510(a)(1)

January February March Qtr Average

IL TOTAL 1.28 1.34 1.15 1.26

Operator Answer Time - Information - Section 730.510(a)(1)

January February March Qtr Average

IL TOTAL 5.43 5.52 6.10 5.67

Repair Office Answer Time - Section 730.510(b)(1)

January February March Qtr Average

IL TOTAL 55.54 56.00 50.58 54.21

Business or Customer Service Answer Time - Section 730.510(b)(1)

Customer Class January February March Qtr Average

Consumer 77.11 64.47 58.20 67.03
Business 47.72 24.87 46.30 40.00

IL TOTAL 70.36 55.17 55.31 60.65

Percent of Service Installations - Section 730.540(a)

Geographic Area January February March Qtr Average

IL Bellwood 96.95% 95.66% 96.88% 96.53%
IL Chicago Beverly 79.58% 82.76% 73.58% 78.66%
IL Chicago Loop 96.51% 96.69% 97.01% 96.73%
IL Chicago Montrose 81.90% 79.39% 75.60% 79.01%
IL Chicago Prospect 70.10% 67.05% 65.36% 67.62%
IL Chicago Stewart 64.12% 68.76% 62.99% 65.16%
IL Cicero 96.92% 95.49% 96.92% 96.47%
IL East St.Louis 96.28% 96.28% 94.56% 95.77%
IL Evanston 81.98% 84.71% 80.20% 82.21%
IL Gurnee 85.82% 92.94% 89.43% 89.15%
IL Joliet 96.65% 96.03% 96.59% 96.43%
IL Kankakee 96.29% 94.52% 97.05% 95.96%
IL McHenry 86.96% 90.13% 91.94% 89.61%
IL Peoria 96.94% 94.85% 96.88% 96.30%
IL Rockford 97.25% 93.68% 93.22% 94.77%
IL Springfield 96.61% 96.95% 98.28% 97.29%
IL St. Charles 96.30% 97.37% 97.08% 96.89%
IL Unknown 100.00% 50.00% 100.00% 76.92%

IL TOTAL 88.54% 88.83% 87.69% 88.36%
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Percent Out of Service Lines Repaired in < 24 hours - Sec. 730.535(a)

Geographic Area January February March Qtr Average

IL Bellwood 91.29% 89.08% 94.92% 91.99%
IL Chicago Beverly 97.34% 95.86% 98.22% 97.25%
IL Chicago Loop 97.90% 97.52% 97.07% 97.51%
IL Chicago Montrose 96.81% 91.28% 96.76% 95.14%
IL Chicago Prospect 89.38% 90.02% 94.39% 91.25%
IL Chicago Stewart 91.04% 87.68% 95.98% 91.77%
IL Cicero 96.58% 95.58% 96.81% 96.36%
IL East St.Louis 97.81% 98.30% 93.52% 96.51%
IL Evanston 95.67% 92.05% 94.68% 94.25%
IL Gurnee 92.59% 89.87% 92.11% 91.65%
IL Joliet 91.61% 96.23% 98.44% 95.17%
IL Kankakee 93.72% 96.42% 96.85% 95.66%
IL McHenry 92.42% 90.56% 95.54% 92.91%
IL Peoria 96.31% 94.31% 97.12% 95.92%
IL Rockford 94.47% 90.10% 93.47% 92.87%
IL Springfield 96.95% 95.75% 96.16% 96.26%
IL St. Charles 95.10% 95.01% 96.52% 95.56%
IL Unknown 0.00% 0.00% 0.00% 0.00%

IL TOTAL 94.26% 93.31% 95.70% 94.46%

Trouble Reports per 100 Access LInes - Section 730.545(a)

Geographic Area January February March Qtr Average

IL Bellwood 1.51 1.92 1.59 1.67
IL Chicago Beverly 3.15 3.72 2.87 3.25
IL Chicago Loop 0.50 0.62 0.46 0.53
IL Chicago Montrose 1.51 1.94 1.40 1.62
IL Chicago Prospect 2.62 3.37 2.29 2.76
IL Chicago Stewart 3.39 3.96 2.93 3.43
IL Cicero 2.46 2.23 1.76 2.15
IL East St.Louis 1.46 1.91 2.08 1.82
IL Evanston 1.37 1.67 1.47 1.50
IL Gurnee 1.29 1.36 1.47 1.37
IL Joliet 1.90 1.86 1.37 1.71
IL Kankakee 3.11 3.16 2.30 2.86
IL McHenry 1.23 1.36 1.20 1.27
IL Peoria 1.17 1.51 1.03 1.24
IL Rockford 1.61 1.37 1.44 1.47
IL Springfield 1.15 1.52 1.52 1.40
IL St. Charles 1.10 1.22 1.09 1.14
IL Unknown 0.00 0.00 0.00 0.00

IL TOTAL 1.62 1.83 1.51 1.65



Service Quality and Customer Credits Report for the First Quarter of 2008
Illinois Bell Telephone Company (AT&T Illinois)

This Page Pursuant to Administrative Code Part 730 Section 115

Percent Repeat Trouble reports - Section 730.545(c)

Geographic Area January February March Qtr Average

IL Bellwood 7.46% 6.01% 9.46% 7.54%
IL Chicago Beverly 5.17% 3.45% 6.52% 4.91%
IL Chicago Loop 5.67% 4.78% 5.00% 5.13%
IL Chicago Montrose 4.42% 3.71% 5.73% 4.51%
IL Chicago Prospect 4.62% 4.03% 6.40% 4.87%
IL Chicago Stewart 5.94% 4.75% 6.89% 5.75%
IL Cicero 6.19% 4.49% 7.81% 6.04%
IL East St.Louis 7.57% 6.56% 6.49% 6.81%
IL Evanston 4.90% 3.50% 5.57% 4.60%
IL Gurnee 6.09% 5.09% 7.10% 6.12%
IL Joliet 8.19% 7.46% 9.83% 8.36%
IL Kankakee 5.45% 6.21% 8.87% 6.65%
IL McHenry 6.64% 5.90% 7.45% 6.63%
IL Peoria 6.68% 6.10% 9.23% 7.15%
IL Rockford 8.51% 7.01% 8.46% 8.03%
IL Springfield 7.64% 6.63% 8.83% 7.71%
IL St. Charles 6.18% 5.41% 7.02% 6.17%
IL Unknown 0.00% 0.00% 0.00% 0.00%

IL TOTAL 6.19% 5.22% 7.47% 6.22%

Percent of Installation Trouble reports - Section 730.545(f)

Geographic Area January February March Qtr Average

IL Bellwood 13.15% 12.02% 14.30% 13.18%
IL Chicago Beverly 15.04% 16.02% 17.06% 15.96%
IL Chicago Loop 9.38% 10.00% 9.50% 9.63%
IL Chicago Montrose 12.98% 13.49% 12.89% 13.10%
IL Chicago Prospect 14.58% 15.65% 15.91% 15.33%
IL Chicago Stewart 16.67% 15.70% 17.16% 16.53%
IL Cicero 13.81% 13.61% 13.51% 13.65%
IL East St.Louis 12.08% 12.78% 12.64% 12.47%
IL Evanston 9.87% 10.33% 12.05% 10.74%
IL Gurnee 11.17% 10.43% 11.94% 11.20%
IL Joliet 13.80% 12.27% 13.17% 13.10%
IL Kankakee 17.05% 15.95% 16.37% 16.51%
IL McHenry 10.23% 10.83% 10.94% 10.65%
IL Peoria 10.25% 12.16% 11.01% 11.07%
IL Rockford 11.00% 11.92% 11.65% 11.50%
IL Springfield 11.42% 11.88% 10.48% 11.24%
IL St. Charles 10.34% 11.46% 10.80% 10.84%
IL Unknown 0.00% 33.33% 0.00% 14.29%

IL TOTAL 12.78% 12.86% 13.12% 12.91%
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Missed Repair Appointments - Section 730.545(h)

Geographic Area January February March Qtr Average

IL Bellwood 73 173 58 101
IL Chicago Beverly 75 122 42 80
IL Chicago Loop 29 51 26 35
IL Chicago Montrose 68 129 93 97
IL Chicago Prospect 121 167 98 129
IL Chicago Stewart 122 178 106 135
IL Cicero 103 114 64 94
IL East St.Louis 15 15 21 17
IL Evanston 72 104 102 93
IL Gurnee 78 108 62 83
IL Joliet 60 43 18 40
IL Kankakee 111 75 41 76
IL McHenry 59 78 36 58
IL Peoria 17 49 19 28
IL Rockford 26 34 34 31
IL Springfield 22 23 11 19
IL St. Charles 56 66 41 54
IL Unknown 0 0 0 0

IL TOTAL 1,107 1,529 872 1,169

Missed Installation Appointments - Section 730.545(d)

Geographic Area January February March Qtr Average

IL Bellwood 40 24 39 34
IL Chicago Beverly 26 19 10 18
IL Chicago Loop 29 29 30 29
IL Chicago Montrose 28 20 21 23
IL Chicago Prospect 62 44 55 54
IL Chicago Stewart 48 26 26 33
IL Cicero 43 29 40 37
IL East St.Louis 25 11 16 17
IL Evanston 35 21 21 26
IL Gurnee 47 33 36 39
IL Joliet 42 33 19 31
IL Kankakee 48 30 33 37
IL McHenry 45 29 28 34
IL Peoria 7 5 11 8
IL Rockford 15 8 11 11
IL Springfield 15 5 3 8
IL St. Charles 35 40 28 34
IL Unknown 22 20 10 17

IL TOTAL 612 426 437 492



Out of Service Over 24 Hours Credits
January 2008

25-48 49-72 73-96 97-120 over 120

IL Bellwood $662.82 204 25 5 0 0 1,227 0
IL Chicago Beverly $83.07 40 3 0 0 0 1,088 0
IL Chicago Loop $51.46 22 0 0 1 0 426 0
IL Chicago Montrose $288.11 73 14 4 0 0 1,458 0
IL Chicago Prospect $1,739.36 174 83 21 3 3 3,166 0
IL Chicago Stewart $1,036.71 88 47 11 2 0 1,965 0
IL Cicero $259.22 144 7 3 0 0 1,877 0
IL East St.Louis $55.51 34 2 0 0 0 217 0
IL Evanston $210.00 66 9 2 0 0 1,020 0
IL Gurnee $609.44 157 21 4 0 3 1,155 0
IL Joliet $770.76 196 30 5 2 2 794 0
IL Kankakee $1,313.07 105 55 13 5 1 2,549 0
IL McHenry $394.42 139 16 1 1 1 707 0
IL Peoria $77.31 34 6 0 0 0 314 0
IL Rockford $89.66 68 1 1 0 1 304 0
IL Springfield $41.59 37 1 0 0 0 206 0
IL St. Charles $238.05 104 5 1 1 0 800 0
IL Unknown $19.69 11 1 0 0 0 0 0

IL TOTAL $7,940.25 1,696 326 71 15 11 19,273 0
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Out of Service Over 24 Hours Credits
February 2008

25-48 49-72 73-96 97-120 over 120

IL Bellwood $3,924.58 255 138 59 12 10 2,960 0
IL Chicago Beverly $601.90 33 11 5 7 4 2,494 0
IL Chicago Loop $198.31 33 3 3 3 0 1,145 0
IL Chicago Montrose $3,572.12 92 39 37 9 60 4,097 0
IL Chicago Prospect $5,886.30 101 45 31 23 105 4,887 0
IL Chicago Stewart $2,201.36 94 43 16 8 22 3,133 0
IL Cicero $798.57 153 37 8 3 0 2,926 0
IL East St.Louis $148.18 63 5 1 0 1 491 0
IL Evanston $1,298.85 71 37 22 7 8 2,372 0
IL Gurnee $1,026.72 235 37 10 2 4 2,001 0
IL Joliet $459.59 159 21 3 0 0 884 0
IL Kankakee $811.42 99 48 8 0 1 2,470 0
IL McHenry $907.00 211 42 5 3 1 1,236 0
IL Peoria $866.22 62 28 10 2 9 1,122 0
IL Rockford $472.31 110 23 3 1 1 503 0
IL Springfield $673.98 98 34 13 1 2 789 0
IL St. Charles $588.72 168 33 3 0 0 1,232 0
IL Unknown $143.73 5 0 2 1 1 1 0

IL TOTAL $24,579.86 2,042 624 239 82 229 34,743 0
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Out of Service Over 24 Hours Credits
March 2008

25-48 49-72 73-96 97-120 over 120

IL Bellwood $427.34 135 10 1 2 1 696 0
IL Chicago Beverly $102.85 28 1 1 0 1 570 0
IL Chicago Loop $68.42 23 2 0 1 0 431 0
IL Chicago Montrose $114.89 70 4 1 0 0 978 0
IL Chicago Prospect $463.87 133 18 1 0 1 1,687 0
IL Chicago Stewart $213.41 56 5 3 0 1 966 0
IL Cicero $134.27 103 4 0 0 0 799 0
IL East St.Louis $399.56 85 33 1 0 0 982 0
IL Evanston $248.07 87 14 0 1 1 934 0
IL Gurnee $542.41 208 21 4 2 0 1,171 0
IL Joliet $71.74 30 3 1 0 0 158 0
IL Kankakee $235.72 74 7 2 0 0 487 0
IL McHenry $277.81 90 7 2 0 1 398 0
IL Peoria $193.74 28 1 1 3 0 181 0
IL Rockford $206.18 57 12 0 1 1 280 0
IL Springfield $328.34 64 13 9 0 1 343 0
IL St. Charles $190.25 78 3 0 0 2 481 0
IL Unknown $0.00 0 0 0 0 0 0 0

IL TOTAL $4,218.87 1,349 158 27 10 10 11,542 0
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Delayed Instalation Credits
January 2008

Dollar Amount of 
Geographic Area Credits Given

6-10 11 over 11

IL Bellwood $4,535.45 26 2 5 212 0
IL Chicago Beverly $1,905.48 66 0 1 391 0
IL Chicago Loop $4,354.21 22 1 8 159 0
IL Chicago Montrose $5,498.94 134 1 8 680 0
IL Chicago Prospect $10,808.24 380 4 8 1,109 0
IL Chicago Stewart $7,638.01 267 1 8 666 0
IL Cicero $2,866.29 41 0 7 215 0
IL East St.Louis $3,498.75 24 1 13 154 0
IL Evanston $4,325.51 75 1 6 377 0
IL Gurnee $13,711.55 102 4 16 480 0
IL Joliet $11,887.79 36 0 14 153 0
IL Kankakee $7,585.93 39 1 10 190 0
IL McHenry $16,910.28 94 1 25 322 0
IL Peoria $784.88 14 2 3 76 0
IL Rockford $2,113.79 19 1 4 83 0
IL Springfield $4,824.28 42 2 8 41 1
IL St. Charles $3,975.35 32 2 4 202 0
IL Unknown $829.10 20 1 4 0 0

IL TOTAL $108,053.83 1,433 25 152 5,510 1
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Delayed Instalation Credits
February 2008

Dollar Amount of 
Geographic Area Credits Given

6-10 11 over 11

IL Bellwood $1,467.07 27 2 2 215 0
IL Chicago Beverly $3,349.31 122 1 2 195 0
IL Chicago Loop $2,671.39 18 2 6 165 0
IL Chicago Montrose $8,651.24 290 3 5 431 0
IL Chicago Prospect $15,447.48 486 4 23 822 0
IL Chicago Stewart $7,062.48 177 0 7 468 0
IL Cicero $4,407.42 45 2 5 218 0
IL East St.Louis $2,377.62 15 2 9 118 0
IL Evanston $3,127.53 73 0 3 267 0
IL Gurnee $5,286.99 70 1 5 285 0
IL Joliet $9,368.40 21 1 12 177 0
IL Kankakee $4,032.63 47 1 10 238 0
IL McHenry $7,453.46 66 2 14 237 0
IL Peoria $1,863.06 46 0 1 58 0
IL Rockford $1,110.09 25 0 1 106 0
IL Springfield $717.47 14 0 3 68 0
IL St. Charles $1,017.77 34 0 0 164 0
IL Unknown $1,098.38 18 0 6 3 0

IL TOTAL $80,509.79 1,594 21 114 4,235 0
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Delayed Instalation Credits
March 2008

Dollar Amount of 
Geographic Area Credits Given

6-10 11 over 11

IL Bellwood $1,479.03 31 0 4 226 0
IL Chicago Beverly $3,407.53 109 0 1 312 0
IL Chicago Loop $508.84 20 0 0 150 0
IL Chicago Montrose $4,405.78 190 0 1 698 0
IL Chicago Prospect $11,786.19 412 2 13 970 0
IL Chicago Stewart $8,815.36 346 1 1 436 0
IL Cicero $1,917.33 31 1 3 206 0
IL East St.Louis $1,573.20 13 0 2 167 0
IL Evanston $3,206.74 92 0 3 335 0
IL Gurnee $2,912.39 97 1 1 383 0
IL Joliet $2,473.21 22 0 1 160 0
IL Kankakee $692.12 15 0 1 173 0
IL McHenry $3,069.72 45 0 5 246 0
IL Peoria $444.03 12 0 2 71 0
IL Rockford $666.23 28 0 0 127 0
IL Springfield $834.07 8 0 1 72 0
IL St. Charles $484.59 19 0 0 169 0
IL Unknown $314.23 12 0 0 1 0

IL TOTAL $48,990.59 1,502 5 39 4,902 0
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Missed Appointment Credits
January 2008

Number of
Customers

Dollar Amount of Receiving
Geographic Area Credits Given Credits

IL Bellwood $5,650.00 113 0
IL Chicago Beverly $5,050.00 101 0
IL Chicago Loop $2,900.00 57 0
IL Chicago Montrose $4,800.00 95 0
IL Chicago Prospect $9,150.00 178 0
IL Chicago Stewart $8,500.00 168 0
IL Cicero $7,300.00 146 0
IL East St.Louis $2,000.00 39 0
IL Evanston $5,350.00 107 0
IL Gurnee $6,250.00 123 0
IL Joliet $5,100.00 99 0
IL Kankakee $7,950.00 157 0
IL McHenry $5,200.00 99 0
IL Peoria $1,200.00 24 0
IL Rockford $2,050.00 41 0
IL Springfield $1,850.00 36 0
IL St. Charles $4,550.00 91 0
IL Unknown $1,100.00 22 0

IL TOTAL $85,950.00 1,696 0
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Missed Appointment Credits
February 2008

Number of
Customers

Dollar Amount of Receiving
Geographic Area Credits Given Credits

IL Bellwood $9,850.00 197 0
IL Chicago Beverly $7,050.00 141 0
IL Chicago Loop $4,000.00 80 0
IL Chicago Montrose $7,450.00 149 0
IL Chicago Prospect $10,550.00 211 0
IL Chicago Stewart $10,200.00 203 0
IL Cicero $7,150.00 143 0
IL East St.Louis $1,300.00 25 0
IL Evanston $6,250.00 125 0
IL Gurnee $7,050.00 141 0
IL Joliet $3,800.00 75 0
IL Kankakee $5,250.00 104 0
IL McHenry $5,350.00 107 0
IL Peoria $2,700.00 54 0
IL Rockford $2,100.00 42 0
IL Springfield $1,400.00 27 0
IL St. Charles $5,300.00 106 0
IL Unknown $1,000.00 20 0

IL TOTAL $97,750.00 1,950 0
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Missed Appointment Credits
March 2008

Number of
Customers

Dollar Amount of Receiving
Geographic Area Credits Given Credits

IL Bellwood $4,850.00 97 0
IL Chicago Beverly $2,600.00 52 0
IL Chicago Loop $2,800.00 55 0
IL Chicago Montrose $5,700.00 114 0
IL Chicago Prospect $7,650.00 153 0
IL Chicago Stewart $6,600.00 131 0
IL Cicero $5,200.00 104 0
IL East St.Louis $1,850.00 37 0
IL Evanston $6,150.00 123 0
IL Gurnee $4,900.00 98 0
IL Joliet $1,850.00 37 0
IL Kankakee $3,700.00 74 0
IL McHenry $3,200.00 64 0
IL Peoria $1,500.00 30 0
IL Rockford $2,250.00 44 0
IL Springfield $700.00 14 0
IL St. Charles $3,450.00 68 0
IL Unknown $500.00 10 0

IL TOTAL $65,450.00 1,305 0
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